	Volunteer and Donations Management

	Exercise Evaluation Guide: 


	Capability Description:
Volunteer and Donations Management is the capability to effectively coordinate the registration and management of unaffiliated volunteers and unsolicited donations in support of domestic incident management.

	Capability Outcome:
The value of using unaffiliated volunteers and unsolicited donations is maximized and does not hinder response and recovery activities.

	Jurisdiction or Organization: 
	Name of Exercise: 

	Location: 
	Date: 

	Evaluator: 
	Evaluator Contact Info: 

	Note to Exercise Evaluators: Only review those activities listed below to which you have been assigned.


	Activity 1: Coordinate Management for Unaffiliated Volunteer Management Operations and Establishment of Warehouses and Materials Handling Equipment 

	Activity Description: In response to citizens, businesses, and corporations spontaneously volunteering and/or donating goods or cash, provide program to manage response plans. 

	Tasks Observed (check those that were observed and provide comments)
Note: Asterisks (*) denote Performance Measures and Performance Indicators associated with a task. Please record the observed indicator for each measure 

	 
	Task /Observation Keys
	Time of Observation/ Task Completion 

	1.1
(Res.B1e 3.1)
	Review and activate State and local plans for unsolicited donations and unaffiliated volunteers.

· Plan activated for placement of unaffiliated, spontaneous volunteers
· Plan activated for managing unsolicited donations
· Supporting agencies contacted regarding activation
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	1.2
(n/a)
	Manage requests for volunteers/donations.

· Contact with agencies in need of volunteers and donations established quickly
· Donations and volunteers distributed equitably among agencies based on need
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	1.3
(Res.B1e 3.3.1)
	Establish a liaison with media outlets and other stakeholders (e.g., Congress, Federal agencies) to provide information about volunteers and donations to the general public. 

· Contacts used to gather information on resources available, including volunteers and volunteered technical capabilities
· Contacts used to solicit donations, volunteers, and volunteered technical capabilities
· Contacts used to disseminate guidance on appropriate giving and process for volunteering
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	1.4
(Res.B1e 3.3.2)
	Work closely with a Public Information Officer to disseminate critical information about appropriate ways to donate and volunteer.

· Message coordinated with Public Information Officer/JIC/JIS as appropriate
· Messages are developed for distribution
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Time to communicate information to media and other agencies about volunteer and donation needs and guidance-appropriate ways to give
	TARGET

Within 24 hours
	ACTUAL

	1.5
(Res.B1e 6.2.2.1)
	Implement a Strategic Facilities Management Plan (multi-agency warehouse, emergency distribution centers).

· Appropriate aspects of plan implemented (i.e., Volunteer Reception Center, donations warehouse, donations staging area)
· Coordination occurs across all supporting agencies
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	1.6
(Res.B1e 3.4.1)
	Coordinate voluntary support/activities with community/tribal leadership and liaise with local agencies.

· Volunteer support/activities coordinated across all local agencies seeking or accepting volunteers
· Tribal leadership is integrated into volunteer efforts
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	1.7
(Res.B1e 6.1.2)
	Designate and advertise point of contacts for soliciting and receiving equipment and technical (e.g., communications, logistics, housing, medical) solutions from the private sector, outside jurisdictions, nongovernmental organizations, and volunteers.

· Contact lists distributed throughout all support agencies and hotline workers where appropriate
· Technical solutions are requested specifically rather than generally
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	1.8
(Res.B1e 4.1.3)
	Establish a Donations and Volunteer Coordination Center (DVCC)

· Facility opened promptly
· Adequate equipment available to include phone lines, computers, etc.
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Time to open donations and volunteer coordination center
	TARGET

Within 12 hours
	ACTUAL

	1.9
(Res.B1e 3.4)
	Coordinate with agencies accepting and/or offering material donations.

· Accurate information maintained on where and what kind of donations can be made
· Needs of accepting agencies anticipated when appropriate and feasible
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	1.10
(Res.B1e 3.5.5)
	Manage large numbers of unaffiliated governmental and nongovernmental volunteers in disaster.

· Unaffiliated volunteers are deployed and utilized successfully
· Adequate support services for volunteers provided
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     


	Activity 2: Activate Volunteer and Donations Management Emergency Plan 

	Activity Description: In response to an incident, mobilize personnel and facilities to begin processing offers of assistance. 

	Tasks Observed (check those that were observed and provide comments)
Note: Asterisks (*) denote Performance Measures and Performance Indicators associated with a task. Please record the observed indicator for each measure 

	 
	Task /Observation Keys
	Time of Observation/ Task Completion 

	2.1
(Res.B1e 4.1.1)
	Activate Donations/Volunteer Coordination Teams

· Rosters current and available
· Team members contacted
· Volunteer/donation coordinators deployed
· Coordination with Emergency Operations Center
· Oversight of volunteer and donations management activities provided
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Time to deploy volunteer/donation coordinators
	TARGET

6 hours
	ACTUAL

	2.2
(Res.B1e 4.1.2)
	Activate pre-assigned toll-free numbers.

· Adequate capacity available for answering all incoming phone calls
· Pre-trained operators utilized appropriate forms to gather information
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Time to activate pre-assigned toll-free numbers
	TARGET

Within 12 hours
	ACTUAL

	2.3
(Res.B1e 4.1.4)
	Activate websites for receiving monetary donations, and offers of other donations/volunteers.

· Websites use secure/encrypted processes for monetary donations
· Adequate server capacity to handle volume of hits
· Websites include list of volunteer agencies where people can affiliate
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     


	Activity 3: Organize Volunteers and Assign Them to Disaster Relief Efforts 

	Activity Description: Gather and provide information (i.e., contact information and applicable skills) from unaffiliated volunteers to efficiently refer them to assigned organizations and agencies per developed tactical plans. 

	Tasks Observed (check those that were observed and provide comments)
Note: Asterisks (*) denote Performance Measures and Performance Indicators associated with a task. Please record the observed indicator for each measure 

	 
	Task /Observation Keys
	Time of Observation/ Task Completion 

	3.1
(Res.B1e 5.5)
	Coordinate with volunteer agencies.

· Early contact with appropriate liaisons established
· Coordinate with National Volunteer Organizations Active in Disaster (NVOAD) and State and local VOAD across all agencies
· Accurate records of agencies seeking technical capabilities are maintained
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	3.2
(Res.B1e 5.5.1)
	Coordinate solicitation of skilled volunteers and technical capabilities.

· Technical capabilities solicited from appropriate public/private sector partners
· Accurate records of agencies seeking technical capabilities are maintained
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	3.3
(Res.B1e 5.2.1)
	Operate call centers and websites to gather information from unaffiliated, spontaneous volunteers.

· Consistent guidance provided to all call center staff
· Calls processed in accordance with SOPs
· Website information accurate and up-to-date
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Time until call center reaches full operational status
	TARGET

Within 24 hours
	ACTUAL


	Activity 4: Integrate Individuals' Skill Sets with Disaster Relief Efforts 

	Activity Description: Once information on an individual’s skill set is gathered, deploy volunteer to disaster relief operations. 

	Tasks Observed (check those that were observed and provide comments)
Note: Asterisks (*) denote Performance Measures and Performance Indicators associated with a task. Please record the observed indicator for each measure 

	 
	Task /Observation Keys
	Time of Observation/ Task Completion 

	4.1
(Res.B1e 5.2.4)
	Match individual volunteers with requests from agencies.

· Volunteer skill sets effectively used in response operations
· Volunteer interests are taken into account when placements are made
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	4.2
(Res.B1e 5.2.2)
	Conduct pre-deployment/pre-assignment briefing for volunteers.

· Adequate instruction is given to prepare volunteers for assigned positions
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Percentage of volunteers briefed prior to start of assignment
	TARGET

100%
	ACTUAL

	4.3
(Res.B1e 5.3.1)
	Develop just-in-time training program for volunteers to perform required tasks

· Appropriate training developed and conducted for unaffiliated volunteers prior to deployment
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	4.4
(Res.B1e 5.2.3)
	Implement system to check credentialing/accreditation of skilled volunteers if necessary.

· All credentialing/accreditation is checked as appropriate
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Percentage of medical volunteers checked for credentialing/accreditation
	TARGET

100%
	ACTUAL

	4.5
(Res.B1e 5.6)
	Support response operations using volunteer resources and volunteered technical capabilities.

· Volunteers deployed/recalled as appropriate
· Volunteers and technical capabilities are deployed appropriately without hindering response efforts
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     


	Activity 5: Collect and Manage Material Contributions 

	Activity Description: Once activated, receive and manage unsolicited donations. 

	Tasks Observed (check those that were observed and provide comments)
Note: Asterisks (*) denote Performance Measures and Performance Indicators associated with a task. Please record the observed indicator for each measure 

	 
	Task /Observation Keys
	Time of Observation/ Task Completion 

	5.1
(Res.B1e 6.1.1)
	Operate call centers and websites to collect information on material donations.

· Consistent guidance provided to all call center staff
· Calls processed in accordance with SOPs
· Website information and needs list accurate and up-to-date
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	5.2
(Res.B1e 6.3)
	Gather material donations intelligence from the field.

· Information collected on offers of assistance from either private or public sector partners
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	5.3
(Res.B1e 6.2.1)
	Locate and/or establish warehouses and material handling equipment.

· Inspection of warehouse facility(ies) takes place prior to activation
· Activation and operation of multi-agency warehouse for donations coordinated across relevant agencies
· Material handling operations conducted in a safe manner
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Time to implement strategic facility management plan
	TARGET

Within 24 hours
	ACTUAL

	 
	Time to establish an operational donations management warehouse(s) with professional and volunteer staff
	TARGET

Within 24 hours
	ACTUAL

	 
	Time to establish a volunteer and donations staging area, including database/information management technology and communications equipment
	TARGET

Within 48 hours
	ACTUAL


	Activity 6: Collect and Manage Cash Contributions 

	Activity Description: Once activated, refer cash donations to appropriate voluntary organizations. 

	Tasks Observed (check those that were observed and provide comments)
Note: Asterisks (*) denote Performance Measures and Performance Indicators associated with a task. Please record the observed indicator for each measure 

	 
	Task /Observation Keys
	Time of Observation/ Task Completion 

	6.1
(Res.B1e 7.3.1)
	Coordinate with agencies accepting cash donations.

· Contact established with agencies accepting donations
· Information on agencies accepting donations updated on a regular basis
· Provide Information to the public on how to donate cash though websites, etc.
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	6.2
(Res.B1e 7.2)
	Keep appropriate documentation from all cash/monetary donations.

· Audit conducted
· Appropriate tax forms sent to donors
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Accountability records established and maintained
	TARGET

100%
	ACTUAL

	6.3
(Res.B1e 7.3.2)
	Collect cash donations.

· Records kept
· Standard Operating Procedures (SOPs) followed
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     


	Activity 7: Coordinate Distribution of Donations 

	Activity Description: Process and disperse donations (monetary and material) based on established plans. 

	Tasks Observed (check those that were observed and provide comments)
Note: Asterisks (*) denote Performance Measures and Performance Indicators associated with a task. Please record the observed indicator for each measure 

	 
	Task /Observation Keys
	Time of Observation/ Task Completion 

	7.1
(Res.B1e 8.4)
	Implement proper accounting policies and protocols to handle cash donations.

· Donations designated according to the donor's wishes
· Accounting transparency is maintained by all agencies accepting cash throughout operation
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	7.2
(n/a)
	Manage cash donations.

· Cash donations used appropriately towards response and recovery activities
· Excess cash donations re-assigned or re-designated in accordance with donors' wishes
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	7.3
(n/a)
	Manage donated goods and services.

· Donors connected with agencies able to accept donations
· Accurate records of all donations maintained
· Donations used according to the donor's wishes
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Time to arrange trucks to pick up goods from the warehouse and deliver them to distribution centers
	TARGET

Within 48 hours
	ACTUAL


	Activity 8: Deactivate Volunteer Management and Donations 

	Activity Description: Period after the incident is determined to be under control and extended care/service plan by partner government agencies and NGOs becomes active. 

	Tasks Observed (check those that were observed and provide comments)
Note: Asterisks (*) denote Performance Measures and Performance Indicators associated with a task. Please record the observed indicator for each measure 

	 
	Task /Observation Keys
	Time of Observation/ Task Completion 

	8.1
(Res.B1e 10.3)
	Salvage remaining donated goods once response/recovery phase ends.

· Excess donations re-assigned/re-designated/disposed of according to donors' wishes
· Warehouses closed after emptied of donations
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Percentage of donations re-designated/re-assigned in accordance with donors' wishes
	TARGET

100%
	ACTUAL

	8.2
(Res.B1e 10.1)
	Close DVCC and other facilities.

· Notify stakeholders and public of DVCC closure
· Close facility, transfer/archive files as appropriate
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	8.3
(n/a)
	Re-designate excess cash donations.

· Donations re-designated according to donors' wishes
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	8.4
(Res.B1e 10.1.2)
	Demobilize deployed volunteers.

· De-briefing of demobilized volunteers conducted
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	 
	Percentage of demobilized volunteers debriefed
	TARGET

100%
	ACTUAL

	8.5
(Res.B1e 10.1.3)
	Demobilize volunteered technical capabilities.

· Donors notified regarding demobilization of volunteered technical capability
· Demobilization and salvage conducted in accordance with donor's wishes
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     

	8.6
(Res.B1e 10.2)
	Conduct a debriefing of volunteer management and donations personnel.

· Stress management plan implemented
· Initial lessons learned discussed
	Time:

Task Completed?

     Fully [     ]     Partially [    ]     Not [     ]     N/A [     ]     



Evaluator Observations

	: Record your key observations using the structure provided below. Please try to provide a minimum of three observations for each section. There is no maximum (three templates are provided for each section; reproduce these as necessary for additional observations). Use these sections to discuss strengths and any areas requiring improvement. Please provide as much detail as possible, including references to specific Activities and/or Tasks. Document your observations with reference to plans, procedures, exercise logs, and other resources. Describe and analyze what you observed and, if applicable, make specific recommendations. Please be thorough, clear, and comprehensive, as these sections will feed directly into the drafting of the After-Action Report (AAR). Complete electronically if possible, or on separate pages if necessary. 


	Strengths 

1. Observation Title:
Related Activity:
Record for Lesson Learned? (Check the box that applies) Yes ___ No ___ 

1) Analysis: (Include a discussion of what happened. When? Where? How? Who was involved? Also describe the root cause of the observation, including contributing factors and what led to the strength. Finally, if applicable, describe the positive consequences of the actions observed.) 

 

2) References: (Include references to plans, policies, and procedures relevant to the observation) 

 

3) Recommendation: (Even though you have identified this issue as a strength, please identify any recommendations you may have for enhancing performance further, or for how this strength may be institutionalized or shared with others.) 

 

2. Observation Title:
Related Activity:
Record for Lesson Learned? (Check the box that applies) Yes ___ No ___

1) Analysis:
 

2) References:
 

3) Recommendation: 
 

3. Observation Title:
Related Activity:
Record for Lesson Learned? (Check the box that applies) Yes ___ No ___

1) Analysis:
 

2) References:
 

3) Recommendation: 
 

Areas for Improvement 

1. Observation Title:
Related Activity:
Record for Lesson Learned? (Check the box that applies) Yes ___ No ___

1) Analysis: (Include a discussion of what happened. When? Where? How? Who was involved? Also describe the root cause of the observation, including contributing factors and what led to the strength. Finally, if applicable, describe the negative consequences of the actions observed.)

 

2) References: (Include references to plans, policies, and procedures relevant to the observation)

 

3) Recommendation: (Write a recommendation to address the root cause. Relate your recommendations to needed changes in plans, procedures, equipment, training, mutual aid support, management and leadership support.)

 

2. Observation Title:
Related Activity:
Record for Lesson Learned? (Check the box that applies) Yes ___ No ___

1) Analysis:
 

2) References:
 

3) Recommendation: 
 

3. Observation Title:
Related Activity:
Record for Lesson Learned? (Check the box that applies) Yes ___ No ___

1) Analysis:
 

2) References:
 

3) Recommendation: 
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